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Attorney General McGraw Reaches Agreement with Sears Roebuck & Co. On Home

Improvement Products

Attorney General Darrell McGraw today announced an agreement with Sears Holdings Corporation ("Sears") to resolve

allegations that the company was failing to comply with West Virginia law in its sales of products and home improvements to

West Virginia consumers. Subsidiaries Sears Roebuck & Co. ("Sears Roebuck") and Sears Home Improvement Products, Inc.

("Sears Home Improvement"), signed separate Voluntary Assurances of Discontinuance under which they agreed to comply

with West Virginia warranty laws, improve their customer service operations, respond promptly to complaints filed with the

West Virginia Attorney General’s office, and resolve consumers’ concerns in a swift manner. 

In recent years, McGraw’s Consumer Protection Division received large numbers of complaints against Sears Roebuck,

alleging that the retail chain was failing to resolve everyday problems with consumers’ purchases. Consumers complained of

paying top dollar for household goods such as refrigerators, stoves, and big-screen TVs, only to have problems with the

products within a few days or months after the purchase. When consumers complained to Sears Roebuck, the company

sometimes took months to respond, then failed to offer an appropriate remedy. In some cases, Sears attempted to repair the

problems but was unsuccessful, and in other cases, consumers’ pleas for repairs and replacements were ignored altogether. 

Similarly, complaints against Sears Home Improvement also went unresolved, as consumers waited weeks, months, or years for

the company to resolve installation problems, some of which involved significant construction errors. Problems with one

remodeling job forced a family to go without a kitchen for over three months, at the end of which Sears still failed to provide all

items listed in the contract. One senior citizen reported that her siding was installed so badly, it had to be removed and replaced

three times. Still other consumers had problems with roofing jobs or heating and cooling systems. 

Under the terms of the two Assurances, Sears has agreed to comply with West Virginia express and implied warranty laws,

respond substantively to consumers’ concerns within thirty days of receiving a complaint, and resolve issues swiftly upon

receiving notice of a problem with a consumer’s purchase. In addition, Sears will pay $20,000.00 for consumer education. 

West Virginia consumers with complaints over a Sears purchase should now receive more assistance from its national customer

service centers. Consumers with complaints may contact the Attorney General’s Consumer Protection Hotline at 800-368-8808. 
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